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Abstract 
The study investigates predictors of students’ satisfaction with their university by examining some of the criteria used by 
students. Specifically, three research questions were investigated: are there gaps in students’ perceptions of service quality; are 
there gender differences in students’ satisfaction levels; and what are the predictors of service quality and students’ satisfaction? 
A survey instrument was completed by a random sample of 200 students from the Constanta Maritime University, Romania. The 
study aims to evaluate student feedback on the educational process at the Constanta Maritime University based on a comparison 
between teachers and tenured associate professors. It relied on a difference between the affiliated party to the values and mission 
staff and students' perception of the work of the university. We used a questionnaire consisting of 14 items that was applied to 
students and two teachers’ scales with behavioural anchors applied for executives. The teacher’s assessment book contains a set 
of 11 dimensions, namely: overall, course content, course accessibility level, clarity of expression, ability to give explanations 
and examples, encourage students to freely express their willingness, to give students additional support, effective use of time in 
teaching, relevance, applicability and usefulness of the content of the course/seminar, teacher responsiveness to students' 
opinions, the adequacy of the methods used in teaching activity and to stimulate intellect, the effort required for completing the 
discipline. There are also three dimensions included to involve students and their efforts in conducting the course. Future 
research may also use a longitudinal approach to eliminate the limitations of a cross-sectional study. There is a need for 
universities to pay more attention to how they manage the overall student experience, in particular in bridging the gap through 
improved administrative support, and ensuring more use of student feedback. 
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1. Introduction 
Universities realized that they are directly responsible for the evolution of the national budget deficit and the 
global economic crisis. They are part of the service industry and now put greater emphasis on student satisfaction 
because they face many competitive pressures. The evaluation forms applied by teachers to students act as both 
summative and formative evaluations. The motivation for the present research is to establish the importance of 
student evaluation of teaching performance in Constanta Maritime University. A survey of students is usually 
conducted twice a year when they are asked to rate teachers according to multiple criteria presented by university 
representatives, and the overall mark is calculated as an average. Our questionnaires applied in Constanta Maritime 
University developed conjoint analysis (a multivariate technique, originated in mathematical psychology, which can 
be used to understand how an individual preference can be developed). Recently, there has been a great deal of 
attention paid to the educational process, and the preferences of students, and tests have been conducted about their 
attitude to the quality of teaching and conduct of teachers. We intended to determine those factors that would help to 
gain a true picture of student satisfaction; otherwise, we tried to find out if there are criteria used in official 
evaluations that are not as important in comparison with other criteria used by students when evaluating teachers.  
2. The Importance of Student Satisfaction in Academia 
Recently, higher education institutions and government bodies have been placing increasing importance on 
student satisfaction as a measure of the overall student higher education experience (Gibson, 2010). 
Student satisfaction is an important research area as several studies have drawn a link between student 
satisfaction and student motivation, student recruitment and retention in higher education (Douglas, Douglas & 
Barnes, 2006; Elliot & Healy, 2001; Elliot & Shin, 2002). The Constanta Maritime University’s mission statements, 
goals and objectives, marketing strategies and promotional activities established that student satisfaction is one of 
the university’s priorities.  
When applying marketing theories in the context of higher education, students are the appropriate customers of 
the institution (Douglas et al., 2006). In the last few decades, students became co-marketers of the institution. In this 
paper, we intended to determine the concept of student satisfaction in teaching activities as an emotive variable, 
which encapsulates an individuals’ evaluative response to both product performance and non-product performance 
(Oliver, 1993; Spreng et al., 1996).  
Undergraduate teaching work satisfaction levels directly reflected in higher education quality of service has great 
practical significance and value to higher education institutions guidance service activities. In this paper, the 
meaning of education undergraduate course satisfaction by empirical study, the undergraduate education of the 
current situation and existing problems of higher education institutions, meet higher education level of satisfaction 
that is not high, the student cannot meet the needs of education management department, lack of service 
consciousness (Brown & Mazzarol, 2009). Therefore, colleges and universities should establish the marketing 
management concept, at the same time, place the student as customer at the centre of the educational process, and 
use marketing thinking to make great efforts to meet student needs, and improve undergraduate education. 
The relationship between faculties and students is one aspect most strongly associated with students’ academic 
aspirations (Popa, 2013). Adequate library resources and university support for student services were the key 
correlates of students’ general satisfaction at the individual student level. By identifying important relationships 
among variables, this study suggests initiatives for improving the learning environment in higher education 
institutions (Woltering et al., 2009). 
This study is distinctive because it used a large-scale database and investigated the university learning 
environment at both the individual student level and at the institutional level. Thus, it engaged a range of 
perspectives and allowed richer interpretations of meaningful relationships among variables. It also added to the 
research literature on the learning environment by expanding the horizon to encompass students’ academic 
aspirations and general satisfaction with their universities. 
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3. Evaluation of the Faculty Staff at the Maritime University of Constanta 
The evaluation of the faculty staff by the students in this university year was carried out in three stages. Firstly, 
using a questionnaire, the students were asked to evaluate the quality of the courses and seminars held by each 
member of faculty staff in the University. In the second stage, collegial evaluation was carried out based on the 
behavioural anchor evaluation scale. Therefore, the Dean, Vice-dean, and the Department’s Director have evaluated 
all of the professors that teach courses in the departments. During the third stage, the professors carried out an 
evaluation of the faculty members in management positions in the university. 
We used a questionnaire consisting of 14 items as a working instrument, which was applied to the students, and 
three behaviour anchor scales for the professors and management staff. The first booklet, regarding the professors’ 
evaluation contains a set of 11 dimensions: overall course content, the level of accessibility to the course, the 
accuracy of expression, the ability to offer examples and explanations, encouraging students to express themselves 
freely, the availability in offering students added support, the efficient use of time in the teaching activity, the 
relevance, course/seminar content applicability and utility, the professor’s receptiveness to the students’ opinions, 
the adequate level for the methods used and intellectual stimulation, requested effort for attending the course.  
Furthermore, there were three added dimensions regarding the students’ involvement and their effort in course 
development. 
3.1. Data Analysis and Interpretation for the two indicators: 
a) Regarding the professor’s evaluation for the overall dimension - “Encourage students to freely express their 
willingness” - we can observe that the scores are lower than for other dimensions, which means that the informative 
educational process, held in a formal environment, does not yet allow a total efficiency of the professor/student 
communication report. 
 
 
Table 1. Encourage students to express their willingness freely. 
 
Department 
 
 
 
N Valid 19 
Missing 0 
Mean 5.0526 
Median 5.0000 
Std. Deviation .22942 
External/Part-time N Valid 5 
Missing 0 
Mean 5.8000 
Median 6.0000 
Std. Deviation .44721 
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Fig. 1. Interpretation of results of the dimension “Encourage students to freely express their willingness” regarding department/part- time 
professors. 
 
Table 2. One sample test regarding the dimension “Encourage students to freely express their willingness”. 
 
DEPARTMENT Test Value = 0 
Encourage students to 
freely express their 
willingness 
t df Sig. (2-tailed) Mean 
Difference 
95% Confidence Interval of 
the Difference 
     Lower Upper 
Department 96.000 18 .000 5.05263    4.9421 5.1632 
External/Part-time 29.000 4 .000 5.80000 5.2447 6.3553 
 
b) The data analysis for the dimension - “Clarity of expressions, ability to give explanations and examples” - 
revealed that the scores are approximately equal meaning that students and teachers correctly perceive the teaching 
process, those being preoccupied with case studies and formative aspects of learning. 
 
Table 3. Clarity of expressions, ability to give explanations and examples. 
 
Department 
 
N Valid 19 
Missing 0 
Mean 6.3684 
Median 7.0000 
Std. Deviation .83070 
External/Part-
time 
N Valid 5 
Missing 0 
Mean 5.8000 
Median 6.0000 
Std. Deviation .44721 
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Fig. 2. Interpretation of results of the dimension “Clarity of expressions, ability to give explanations and examples” regarding department/part- 
time professors. 
 
Table 4. One sample test regarding the dimension “Clarity of expressions, ability to give explanations and examples”. 
DEPARTMENT Test Value = 0 
Clarity of expressions, 
ability to give explanations 
and examples 
t df Sig. (2-tailed) Mean 
Difference 
95% Confidence Interval of 
the Difference 
     Lower Upper 
Department 33.417 18 .000 6.36842 5.9680 6.7688 
External/Part-time 29.000 4 .000 5.80000 5.2447 6.3553 
 
4. Conclusions 
The professors’ evaluation in Constanta Maritime University is an important approach for implementing quality 
management principles. There is continuing concern in the university regarding the correct implementation of the 
best methodological tool for the evaluation of academic performance and to combat asymmetries in the teacher-
student relationship, students become the centre of interest in education; teachers felt the performance evaluation 
process, their interdependence regarding relationships with students. The proposed instrument was meant to be 
objective, error-free evaluation of academic performance. Error time was prevented by imposing procedures for 
creating memory support of teachers’ activities so that it was possible to monitor professors’ activity for the entire 
period of the evaluation. Evaluation standards are clear, and without the risk of levelling the results, (the rating scale 
is composed of max. 7 standards). Interpretations are predominantly quantitative and qualitative. The student-
evaluator and the teacher who has been evaluated do not have direct contact so there are no risks of indulgence or no 
need for an exactness requirement to which assessments are generally exposed. Halo error or error in range is 
avoided by directly addressing the request to students who complete the questionnaire and to professors who are 
responding to the observation guide, and they do not read all the standards simultaneously, but read and answer each 
one in turn. The comparative aspect of the evaluation between tenured professor and associate professor is 
noteworthy. Students' perceptions of tenured professors showed the institutional affiliation and the dedication to 
their proper organizational culture. 
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